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User complaint in this study specifically 
means that a library user files his/her 
dissatisfaction or request for 
improvements in oral or written form.  
The study explores librarians and 
college students’ perceived experiences 
3  
of and attitudes towards library user 
complaints.  It also analyzes and 
compares the differences between the 
two parties.  The results may help 
library practioners gain better 
understandings of the motives and 
attitudes of students’ library complaint 
behaviors.  With thorough knowledge 
of user behavior, librarians can 
strengthen user-librarian interaction and 
relationship through appropriate 
responses and service improvement.  
In general, librarians and student 
users demonstrated positive attitudes 
towards library user complaints.  The 
results, however, revealed that there still 
exist significant differences in perceived 
process details between the two groups.  
It is suggested that libraries provide 
librarians with (1) frequent meeting 
opportunities to exchange their 
experiences and opinions, and (2) 
professional training courses lead by 
complaint-handling experts who 
understand well the library culture.  In 
addition, libraries ought to conduct 
follow-ups and analyze their complaint 
records for service improvement.  The 
abovementioned trainings could include 
also analysis skills as one of the topics.  
Finally, libraries may start to open 
web-based channels for students to 
express their complaints.  
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綜合大學  55.63%  
師範大學與教育大學 10.60 % 









































































































以授權各業務負責人處理為主，佔七                                                        
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 編碼為: 5 非常頻繁，4 頻繁，3偶爾，2

































































































































































































































































































































































































利用校外的管道訴願 4.4 5.5 
告知媒體 1.3 1.5 











































生不贊成這個說法(χ2 = 513.77, 
p<.01)，且大部份同學堅信並不會有
挾怨誣告的意圖(χ2 = 477.63, p<.01)，
即使如此，學生仍然認為訴願者的姓


















































































































(檢定值分別為 t=4.91, t=7.15, 
















































































                                                             







97 年 8 月 3 日至 97 年 8 月 7 日 
美國加州柏克萊加州大學 
會議名稱 
37th Annual Conference of the International Association of School 
Librarianship & Incorporating the 12th International Forum on Research in 
School Librarianship 
發表論文題目 Information Need and Information Seeking Behavior of Gifted Sixth Graders 
 
一、參加會議經過 
該會議徵稿截止於 96 年 12 月，並於 97 年 3 月以電子郵件通知審核通過，會議期間
為 97年 8 月 3 日至 7 日。本人於 8 月 2 日夜間 11:30 搭乘長榮 BR28 飛機至舊金山機
場，並住宿於大會特約之 Hotel Durant。本次大會約有二百餘人參與，美籍人士居多，另
有世界各地如澳洲、日本、印度、台灣、香港人士與會。會議採用 multi-session 同步進





本會議採 multi-session 的方式進行，同一時段高達六個 sessions 同時進行，提供多元
選擇，立意良善，但也常發生同時段有多個 sessions 想聽，與會者卻無法分身的現象。  
該會因應綠色環保理念，不印發紙本會議論文，僅將論文全文製成光碟給註冊人士。
此一作法值得國內效仿提倡。唯一美中不足之處就是，臨時想看講者說的詳細資料時，
卻無法立即在現場看到，參加此類型會議應攜帶筆記型電腦。 
本會議事前準備工作周詳，投稿被接受後，便不斷收到主席與秘書的書信及不定期
的與會須知，隨時保持溝通。 
 
 
